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Foreword
The ethos of the Board does encourage a stronger
relationship with the end-user. Rightly so.

SUSAN JORDAN
Chief Executive

JOHN YOUNG
Chair of the Board

Providing quality information aids true accountability
and can be a standard bearer for effective
leadership. There is a distilled culture of high
performance within our organisation. It sits alongside
an expressed desire to design the structure and
quality of services through consultation, join
workings and collaboration, customer feedback, with
a mutually agreed willingness to modify them to
meet changing needs. The challenge is, therefore,
one of preparing our organisation for perpetual
transformation and in a way that is conducive to
embracing the high values and standards which
tenants deservedly expect.
An Annual Review of services is a powerful tool
which must be used to its full potential. It shows
the businesses response to changes and influences
which impact on the measurement of performance.
The facts are there for scrutiny and comparison. I
believe we continue to deliver outstanding results in
a challenging environment. Yet the real judgement
rests with tenants.
Significant effort and resources have been put
into compiling this Annual Review report. Do not
allow the document to merely gather dust. Please
take time to study the contents and then take the
opportunity to provide your observations or opinions
on the results. Feedback from tenants is always used
and welcomed. We learn from what you tell us.
Kind regards

ANDY KERR
Chair of Doncaster Federation of
Tenants’ and Residents’ Associations

John Young (MBE)
Chair of the Board

stlegerhomes.co.uk
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Introduction
The Tenant Services Authority (TSA) set the areas
the Annual Review has to cover, but we wanted to
make sure that within this, we included the issues
that are most important to you. To help us achieve
this, we held a series of focus group meetings
with tenant representatives from a wide range of
backgrounds.
The groups discussed the content of last year’s
report, what they’d like to see in this years and how
they would prefer it to be presented.
We also used Facebook, our website and e-forums to
give everyone a broad range of ways to get involved.
One of the most frequent suggestions was to
include a brief summary of the Annual Review within
HouseProud as we did last year, but to also make a
full version available for those who would like to read
the full details.
The full version is on our website and copies have
been sent out to all our Tenants and Residents
Associations. A copy is also available from our
receptions or by calling our Tenant Liaison Team on
01302 862287.
Throughout the report we have shown how we
are performing against our neighbour ALMOs of
Sheffield, Rotherham and Barnsley. We have also
shown the awards and accreditations which we
received.
Tenant involvement is very important to us at St.
Leger Homes, so thank you to everyone who took
part; your comments and feedback have all been
taken on board and incorporated into this year’s
Annual Review – I hope you like the results.

Susan Jordan
Chief Executive

Making a difference
3

St. Leger Homes
– the Company
St. Leger Homes became one of only 22 three-star
rated Arms Length Management Organisations in
England in 2010 following an inspection by the
Audit Commission.

What we do
Pictured after hearing the three star rating news are (from the left)
Andy Kerr, chairman of The Doncaster Federation of Tenants’ and
Residents’ Associations; Susan Jordan, chief executive of St Leger
Homes of Doncaster; John Young, chairman of St Leger Homes of
Doncaster and Patrick Wilson, Doncaster Council’s former cabinet
member for housing.

Our day job includes:
• C
 ollecting rent, and dealing with arrears/and
debt counselling/tenancy enforcement
• Carrying out repairs and maintenance
• Stock investment
• Grounds maintenance
• Maintaining the Housing Register
• Allocating and transfering homes
• D
 ealing with empty properties and under
occupancy
• C
 onsulting and informing tenants on St. Leger
Homes’ issues
• Promoting tenant participation

Michelle
Heeley is
pictured at her
home after it
underwent Decent
Homes work.

• Administering the Housing Revenue Account
• Delivering the Decent Homes Programme
But we’re about far more than just bricks and
mortar – we’re also about people.
Many of the services that won us praise from the
Audit Commission were brought in because our
tenants had asked for them; such as an additional
repairs contact number that is cheaper to call
from mobiles and introducing Saturday morning
appointments.
When we revised our service standards, more
than 200 tenants took part in consultation to
help make sure that they truly reflected what our
tenants want and expect from St. Leger Homes.
These were then combined into one Customer
Charter which covers all areas of the business from
customer care to managing your estates.

Pictured in Barnburgh
with a bench funded by
the Estate Improvement
Fund are, from the left
(front), Carol Higgins and
Linda Teasdale, (back)
Frank Protheroe and
4
David Packham

We work with a number of partners and agencies
so that we can provide training opportunities for
our tenants in a range of subjects. Some tenants
have then gone on to study social work or law, set
up social enterprises, gone into further education
or provide catering or lunches for their local
community.
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TSA Standards – what’s this?

Tenant involvement and
empowerment standard

The Tenant Services Authority (TSA) is an
independent organisation that aims to raise the
standards of services for council housing tenants
across the UK.

What’s this?

They worked with thousands of tenants and
landlords to find out what the real priorities were
and organised them into a set of standards to
make it easier to follow.
• Tenant involvement and empowerment standard

It looks at the ways our tenants can get involved,
the choices available and how well we handle
complaints. It is there to show we act on feedback
from tenants and that we understand the wide
range of different needs our tenants have and use
this to help drive improvements.
There are a number of ways our tenants can get
involved – two ways are becoming a mystery
shopper or a reality checker.

• Home standard
• Tenancy standard
• Neighbourhood and community standard

Mystery shopping

• Value for Money standard

Last year, our tenant volunteers worked with us to
carry out four rounds of Mystery Shopping – these
involved 336 calls to members of our staff.
The volunteers call with an imaginary scenario
that has been specially designed to test the
knowledge of our staff.

Managing around 21,000
properties means a busy time
for us but did you know that during
2010/11...

An important part of these calls is
to check the telephone is correctly
answered – staff scored an average
of 96 percent.

■ 125,488 calls came into our Repairs Centre
□ 118,772 repairs were completed
■ 1,605 properties were re-let

Reality checks

□ 879 solid fuel services were completed
■ 18,416 homes received gas servicing
□ 3,573 cases of anti-social behaviour were
reported and 3,653 issues closed

Each
month we receive
around:
277 new housing
applications

We use the results of each
round of Mystery Shopping to
identify staff training or service
improvements, and let our
volunteers know how their work
has helped to improve services.

Throughout the year volunteers
visited our receptions 20 times and
also inspected 56 empty properties
that were ready to let. These checks
are to help us make sure that our
service standards are being met.

Any improvements that are needed are then
put in place after each round.

...8,900

bids for
properties

and...
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Achieving Customer Excellence
- January 2011

AW
AR

D

To receive this award, we needed
to meet 57 pre-set standards. The
inspection showed that we met 47
of the standards, and exceeded 10 of
them. The inspector liked the range of initiatives
and services provided and also liked the amount of
information we have about our tenants, the quality and
range of information we offer and how we deal with
complaints.

“Information about services is excellent
with care being taken to ensure that
information can be understood and reaches
the relevant audience groups.”

Susan Jordan, chief executive of St. Leger Homes, is
pictured with the Customer Service Excellence Award,
surrounded by staff

Achieving Customer Excellence Assessor

Driving improvements
Our commitment – when you want to make a
complaint or give us feedback we will listen to you
and learn from what you tell us.
You help us to identify the areas where we need to
improve through:
• D
 oncaster Federation of Tenants’ and Residents’
Association
• Scrutiny Panel service reviews

You help us to set the standards and targets that we
have to meet:
• R
 esolve and respond to written complaints within
10 working days
• Re-let empty homes within 27 days
• Carry out emergency repairs within 24 hours
• Answer telephone calls within 20 seconds
Timescales have also been set for dealing with antisocial behaviour and neighbourhood problems.

• Comments and complaints we receive
• Mystery shopping results
• Focus Group and TARA meeting feedback
• Random quality checks

SHEFFIELD 0
ST. LEGER 3

BARNSLEY 5
ROTHERHAM 3
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(acknowledged immediately)

How we
compare
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Comments and complaints handling
We really value the comments and even the
complaints that we receive – they can all help us to
improve services. Each one of them is recorded onto
an electronic system which helps to make sure that
any actions needed are taken, and within the right
timescales. And our dedicated Customer Relations
Team will make sure the customers are kept
informed of progress.

Complaint themes 2010/2011
The main complaint theme last year was concerning
poor service delivery, including the condition of our
properties, the garden service and also our policies.
To improve this we introduced monthly reporting to
heads of service and business managers to make
them aware of the areas for improvement. They
have worked with their teams to improve procedures
and deliver further training where necessary.

Satisfaction with
complaints handling

Target
At the beginning of last year, our complaints targets
were 5 working days to acknowledge a complaint and
15 days to respond. However, we were concerned that
the level of satisfaction with our complaint handling
service was not improving.
We worked to lower the timescales so that targets are
now 3 days for an acknowledgement and 10 days for
a response and are now seeing an improvement in
customer satisfaction.

Acknowledge within 3 days
2009/10
2010/11

99.07%
100%

Respond within 10 working days
2009/10
2010/11

98.22%
98.80%
Other 6%

Broken promises 5%

80
70

69.94%

Percentage

60
50
40

Staffing issues 15%

Rubbish 1%

52.7%

Damage 3%

30

Outstanding
repairs 9%

20
10
0

Complaint themes
2010/2011

Time taken 18%

Poor Service
Delivery 20%

Poor workmanship
10%

2009/2010

2010/2011

Lack of communication 13%

SHEFFIELD 14
ST. LEGER 10

BARNSLEY 10

ROTHERHAM 10
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RD
AWA

Two Ticks for Disability
Reaccreditation - July 2011

The reassessment for the Disability
‘Two Ticks’ symbol by Job Centre Plus,
showed that we continue to meet the five
commitments on recruitment, training, retention,
consultation and disability awareness. Since the last
assessment we have produced a staff guide ‘Meeting
our Customer Needs’ which
gives support and guidance on
dealing with disabled customers,
carried out refresher training and
induction programmes for staff
and ensured disability is covered
within the TARA accreditation
process.

Knowing all our tenants
We have collected Customer Profile Information on
90 percent of customers with work ongoing to get
the remaining 10 percent. This data has helped us
to identify better ways to communicate with our
tenants; this can be anything from sending out
large print documents to creating easy read guides.
It may be something as simple as waiting an extra
few minutes for someone to answer the door when
we call.
It is so important that we can communicate with all
our tenants and that no one is excluded.
From the information we have found that, the
average age of our customers is 56 years old; 36%
of our customers have declared themselves to have
some form of disability; 61% of our customers are
female, 39% male; 4% are BME tenants with the
largest BME group being Black British/African and
70% of our tenants are on some form of housing
benefits.
It is important we know this information so that
we can use it to improve the service we provide,
for example, we have produced an ‘Easy Guide’
booklet with pictures for our HomeChoice service
after we identified a need through the data, that
some of our tenants had learning disabilities; and

Equality and Diversity Commendation January 2011
The Equality and Diversity Award
recognised our work on programmes
including the Safeguarding Project which
is a communication method allowing
staff to report their concerns if dealing with
vulnerable adults or children.

RD
AWA

Employer of Year - February 2011

We won the award hosted by Dearne
Valley College after three of our
apprentices studying at the college
nominated us for being a supportive and
encouraging employer.

Home standard
What’s this?
It looks at the quality of the homes we rent and how
well we run the repairs and maintenance service.
Our main improvement scheme is the Decent Homes
Programme.

The future of our Decent Homes
Programme
We put forward a number of different options to
show how we could still deliver the programme in
the current economy.

AWA
RD

we also use the data for visually impaired tenants
and provide them with audio copies of the tenant
newsletter, HouseProud
How well we do against all targets is published in
the HouseProud newsletter and on our website
(www.stlegerhomes.co.uk).
8

Over 17,221
council homes
have received some
improvement
work
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• W
 e will be working in homes for a shorter period
of time but in two visits – so tenants don’t have to
cope with everything being done at once.
• N
 ot only will it mean tenants will still have the
work done but some may have some work done
earlier than originally planned.
• P
 utting thermal efficiency work first means
tenants can reap the benefits of lower fuel bills
much sooner.

Decent Homes Targets
Complete decency refurbishments
2009/10
2010/11

target 3,063 homes
target 2,619 homes

actual 3,108 homes
actual 2,552 homes

We fell short of the target because of the extreme weather
we suffered last winter delaying external works and we
needed to bring some more expensive work forward.

Satisfaction level for Decent Homes work
2009/10
2010/11
Paul Townsley, of Dearne Valley College,
is pictured with Sharon Adam

The option chosen by Doncaster Council has meant
the homes waiting to receive Decent Homes work
will still have all the work done.
• T
 he work will still follow the original plan
(Investment Strategy) and there will be no change
in the current specification so our tenants will still
get a bathroom and kitchen if needed.
• T
 he programme is being extended to 2014/15
so that everyone will still get their work done,
nothing is being cut.
• T
 he work will be split in to two phases; phase one
will concentrate on thermal efficiency (external
render, central heating, windows), while the
second will contain the rest of the work (kitchen,
bathroom etc).

target 97%		
target 97.45%		

actual 98.6%
actual 92.21%

We are working with both contractors and tenants, and
also looking at the way we collect tenant feedback, to
target improvements in customer satisfaction.
We look at the quality of all our homes, including
those that are little unusual.

Timber House
We have a number of differently constructed homes
in Doncaster, 12 of which are made entirely from
wood. We took on the challenge of turning one of
these wooden properties into a cosy, warm home.
The house on Church Lane at Wadworth, was the
first home to be insulated with specialist filling to
make it more energy efficient – this had never been
carried out before on wooden homes.
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Running alongside the quality of
homes, we also have a duty of caring
for the environment
We have installed the borough’s first Biomass Boiler
to provide district heating. The boiler, which is
expected to last for more than 20 years, is based on
the Ennerdale Estate at Wheatley Hills.
The boiler burns woodchips and replaces an old
gas boiler, however there is a back up gas boiler
in case of emergency. The woodchips are from
sustainable sources and are purchased from a local
South Yorkshire company. The tenants in the area
have also had the heating systems in their homes
upgraded.
We are signed up to the ‘Halving Waste to Landfill
by 2012’ commitment, we have an impressive 97%
of waste from refurbishments being recycled and we
donate our off cuts of wood to a local school where
pupils create bird boxes, tables and feeders from
them.

Green Business - January 2011

Innovation met cost savings when we began using
plastic pipes, rather than copper ones, when
installing new heating installations.
Using the plastic pipes makes the job easier and
quicker resulting in the heating system being
around £300 cheaper on each installation. It also
helps support the local business economy and is
environmentally friendly because the pipes are
supplied by a Doncaster manufacturer.

D

Safety first
We take safety very seriously so we introduced new
technology to remind our tenants of the importance
of having their gas boilers checked.
Fourteen days before the service is due, the hi-tech
control system on the boiler will flash up a reminder
about booking an appointment – the contact number
is also flashed up.
Once the fourteen days are up, the boiler has to
be turned on manually by the tenant. It is hoped
this will encourage tenants to ring and book their
servicing. Each year we have around 300 court
applications to gain access to tenants’ homes to
service their boiler.

Another ‘green’ project is carrying out driver training
with front line staff to show them how to drive in a
style that means using 15% less fuel – meaning on
average for a typical car it saves more than £250
per year and saves more than half a tonne of CO2.
As well as caring for the environment, we are always
on the look out for efficiency savings that will also
benefit our tenants.

AW
AR

S t. Leger Homes received the Green
Business Award from Doncaster
Chamber, in recognition of the
recycling work we carry out.

RD
AWA

5 Star Health and Safety May 2011

An audit of St. Leger Homes’ health
and safety systems resulted in the
British Safety Council awarding five
stars, the highest possible rating.

"The achievement also gives tenants’ peace
of mind because whenever one of our
staff knock on their front door to carry out
a repair or maintenance to their home,
tenants can be assured that our staff are
trained to a high safety standard that has
now been recognised nationally.”
Susan Jordan, chief executive St. Leger Homes

SHEFFIELD

**non runner**

ST. LEGER 91.26

BARNSLEY 96.01
ROTHERHAM 86.14
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Repairs and maintenance

Repairs winter 2010/11
During last winter’s heavy snowfall, many services
were severely disrupted and put under immense
pressure.
The first 17 days of December saw our Repairs Call
Centre taking almost 8,000 calls which resulted in
more than 5,700 repair jobs the vast majority were
boiler breakdowns.
As the bad weather continued, we took a further
5,300 calls over four days and staff worked virtually
around the clock to deal with the situation.

Our contact centre agents are trained to prioritise
repairs taking into account individual circumstances
– vulnerability can impact on our customers in
different ways and we always try to work flexibly
where needed when making your appointment. We
have introduced ‘school run’ appointments between
9.30am and 2.30pm.

“Many comments of gratitude and thanks
have been received by the councillors and I
hope you will let your staff know how much
they are appreciated. Their dedication and
commitment to their jobs is a credit to your
organisation.”
Councillor Eva Hughes

Outturn
Complete routine repairs within 20 working days
2009/10		
2010/11		

12.29 days
14.44 days

Full details are available on our website, but as a
guide standard times are:
Emergency repairs within 2 hours where risk of life
Emergency repairs within 24 hours
Urgent repairs within 5 working days
Non urgent repairs within 20 days

SHEFFIELD 98.50

How we
compare

ST. LEGER 94.18

BARNSLEY 98.10
ROTHERHAM 92.65
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Accreditation for Health and Safety February 2011

We achieved accreditation with
the Contractors’ Health and Safety
Assessment Scheme (CHAS).

What’s this?

CHAS accreditation shows other companies that
our staff have relevant qualifications, all of our
health and safety policies and procedures are of
the highest standard, training is carried out and our
risk assessments are good and much more.
The accreditation makes it easier for us to tender
for external contracts, such as for property
maintenance or carrying out adaptations to homes.

Business Partner - November 2010

Tenancy standard

AWA
RD

St. Leger Homes was finalist in the Best
Business Partner Award at the South
Yorkshire Fire and Rescue Awards.

This standard looks at how we make the best use of
available homes, how rents are set and the way we
support tenants to help them keep their home.

Empty homes/allocations
There have been some positive developments.
Advertising Housing Association properties along
with our own vacant homes means we have
increased the number of properties available to let.
We have exceeded the nomination rights target of
50%.
We have also entered into a private landlord scheme
so that we can allocate private tenancies to help
increase the number of properties available for those
on the housing register.

Target
Re-let empty homes

The award was to mark the continued work we do
to protect tenants and improve the quality of their
lives.

“St. Leger Homes remain a valuable
partner of ours, strongly supporting our
fire prevention work and community
safety campaigns. It is a highly productive
relationship, leading to their short-listing
for this award.”
Shaun Pilley, district manager, South Yorkshire Fire
and Rescue

2009/10		

target 30 days

actual 24 days

2010/11		

target 27 days

actual 37 days

We have been making changes to the way that empty
homes are dealt with and have clarified responsibility for
reducing this figure. We still have some way to go, but we
are beginning to see an improvement.
We need to make more progress in reducing the
turnaround times for empty properties and in
reducing the amount of rent lost due to properties
being empty. The over-all loss for empty properties
for 2010/11 was 0.11% outside of the target,
making us 30th out of 49 ALMOs.

SHEFFIELD

**non runner**

ST. LEGER 37.23

BARNSLEY 28.12
ROTHERHAM 35.87
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Tenancy support
We have an in-house specialist team that not only
deals with rent collection, but also helps tenants
manage their debts and get the benefits they are
entitled to. The team may only be small, but it
has been responsible for the return of more than
£360,000 in back-dated benefits over the last year
alone.
Our Financial Inclusion Team offers money saving
tips on a wide range of everyday things from
comparing fuel tariffs to get the best gas or electric
deal to avoiding loan sharks and their high-interest
rates.
In addition, the team can show how money can be
saved by shopping for furniture at Refurnish, using
the Credit Union for banking services and signing up
for Simple Home Contents Insurance.
Matthew Larner, who manages the team has been
invited by the Doncaster Free Press to advise the
newspaper on a campaign to tackle doorstep lending
and loan sharks.
He also runs the popular website slhdmoneywise.
co.uk that offers money advice and information and
has a unique facility where people can check their
benefits themselves.

“We want to make sure that
the campaign really helps
our local readers and so
we wanted to get a panel of
experts together that could
advise us across the whole area
of problem debt. I thank Matthew
for joining us and sharing his
expertise.”

SLHDMONEYWISE
– financial advice
at your fingertips
Last year, over 24,000
people visited the
moneywise website for the
first time – were you one
of them?
The most popular pages
were cost of running your
home and borrowing
Our partnership
with Doncaster West
Development Trust (DWDT) provides free,
individually tailored money management advice and
can help tenants with:
•
•
•
•
•

Accessing bank and savings accounts
Personal and household budgeting
General money management advice
Debt counselling
Affordable credit and insurance products

Evictions due to rent arrears have reduced year
on year from 82 cases in 2008/09 to 57 cases in
2009/10 and down to 43 cases in 2010/11.
Evictions are expensive to carry out and
these reductions have meant savings
to the business of around £125,000
and £70,000 respectively for the
last two periods.
Court action and evictions are also
costly for the tenants involved who
get Court costs added to their debt.

Graeme Huston, Doncaster Free Press editorin-chief

Target
Reduce customer rent arrears percentage against
amount collected
2009/10

target 1.70%

actual 1.64% (£959,454)

2010/11

target 1.65%

actual 1.62% (£971,772)

Reduce former tenant rent arrears
2009/10

target £1,800,000

actual £1,890,419

2010/11

target £1,750,000

actual £1,380,030
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Safeguarding
We are a member of Doncaster’s Safeguarding
Children’s Board and Safeguarding Adults Board. We
recognise that all employees who come into contact
with vulnerable children and adults have a duty to
safeguard and promote their welfare. We set up a
helpline where employees can report their concerns
and where actions are tracked and outcomes
recorded.
This has given our staff the confidence to report their
concerns in a private and safe matter.
Training was given to 173 employees and talks to
teams to raise awareness of the project. Abuse of
any individual irrespective of their race, religion,
gender, disability, transgender, sexuality or age is an
issue for concern. It is important that our staff have
a clear understanding of what to look for when out
visiting our tenants.
All our employees have a role in the following:

Neighbourhood and
community standard
What’s this?
It looks at how safe and clean the neighbourhoods
are, how well we work with partners to improve local
communities and tackle anti-social behaviour.

Neighbourhoods
We understand the misery that anti-social behaviour
can cause and we will not tolerate it on the estates
we manage.
During the last year we have used a range of
measures to help reduce anti-social behaviour and
neighbourhood nuisance including:
• I nstalling concrete posts in problem areas to help
stop fly tipping

PREVENTION

Look, listen, be aware, does it
feel right?

RECOGNITION

Offer reassurance and support

• I ssuing Notice of Seeking Possession on grounds
of anti-social behaviour

REPORTING

Using the single point of contact

• Carrying out fencing projects

MONITORING

Investigate, monitor and refer if
necessary

• Developing diversionary activities programmes

• Installing alley gates

We also work to ensure that we address other
breaches in tenancy. We resolved/closed antisocial behaviour/breaches of tenancy conditions as
3,830 and 2010/11 3,653
follows: 2009/10

Strengthening communities
children and adults

Visited a tenant’s home and have concerns about the welfare of any children or adults
there?
Simply report your concern by telephoning 01302 736532, the call handler will do the rest.

You can report your concern anonymously or ask for feedback. The query will be investigated by the relevant,
trained estates officer.
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Neighbourhood Alliance is a project that St. Leger
Homes takes part in. It’s a rolling programme
of intensive three-week hits on areas around
Doncaster and involves partners from the council,
police, fire service and agencies, who all work
together to tackle local issues and concerns raised
by residents in the area.
The project travels around the borough and in the
last year has made improvements in areas including
Askern, Highfields, Denaby, Edlington and Intake.
A big part of the project is tackling
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Improving estates
We work to help improve estates in a number of
ways. Each year we run the Estates Improvement
Fund where tenants and residents can apply for
funding for a project within their community.
This year six benches have been installed in
Barnburgh, the St James Street area and Balby,
dedicated to the memory of Lyn Ralph, who had
dedicated her life to championing the causes of local
council tenants before her death in 2009.

“Tenants asked for benches for their areas
again and we decided to add plaques so
that Lyn’s memory can live on.”

These categories are only open to our tenants and
are a special thank you for the effort they put into
helping to lift the appearance of the estates.
The Latin Gardens/Emley Drive Tenants’ and
Residents’ Association (TARA) scooped the first ever
Lyn Ralph Award in the 2010 Doncaster in Bloom
competition.
The TARA had worked with pupils and staff from
Rosedale Primary School, Doncaster Council and St.
Leger Homes together with the Living Streets Project
to carry out work on flower beds just outside the
school gates.
The project was also aimed at getting the young and
old fitter by being more active.

Frank Protheroe, chair of the Estates Improvement Fund
Funding was also given to the Friends of Martinwells
Lake and has been used to buy a range of tools. The
tools were needed to continue renovating the area
in Edlington, previously known as the Brick Ponds.
Tools for adults and children were bought so that the
whole community can get involved in the revamp of
the area.
Two new CCTV cameras were donated to South
Yorkshire Police to keep a bird’s eye view over
Doncaster. The cameras were asked for by tenants
who hope they will help to combat anti-social
behaviour. They will initially be used in Armthorpe
but they are mobile and can be installed anywhere
around Doncaster.
This year, £80,000 was available for
initiatives aimed at preventing or
stopping anti-social behaviour in
Doncaster. To qualify, the project
needed to show it would deliver a
lasting benefit to the community.

Doncaster in Bloom
We sponsor three categories in the
Doncaster in Bloom competition.

Pupils from Rosedale Primary School

anti-social behaviour and this is done by setting
up diversionary activities – giving the youngsters
something else to do to help reduce street
problems. We carry out tenancy verification visits,
to check who’s living in the houses and help to deal
with fly tipping problems that are highlighted.
The Alliance likes to give something back to
the community. In Denaby, the Harrogate Drive
Communal Hall had a new kitchen donated by
Henry Boot Construction who was carrying out
Decent Homes work in the area. The kitchen was
fitted by St. Leger Homes to act as a lasting legacy
of the Neighbourhood Alliance project.

Preparing to start work on
Neighbourhood Alliance
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Value for Money standard
What’s this?
This standard looks at how well we manage resources to provide costeffective, efficient, quality services and homes that meet tenants’ needs.

Supporting local business
We are always keen to boost the local
economy and contribute to community
regeneration.
We have contracts with local businesses
wherever possible.
We recognised that securing contracts
with public bodies can be complicated,
so we worked with Beta Technology
to set up workshops aimed at guiding
small businesses through the tendering
process.
Procurement and equality and diversity
work that we carry out with businesses
equips them with the knowledge they
need to advance their business and the
policies needed to make sure they comply
with legislation.

Managing resources
• W
 e have made efficiencies in our
management fee year on year and
reduced it by £1.5m in 2010/11

Expenditure for
2009/10
Management
support
services
£6,332,652

Other customer
services 3,786,326

Other property
services
£2,225,725

Estate
management
£3,331,595

Repairs call centre
£603,668

Capital
Programme
Team
£2,138,405
Repairs and
maintenance
£16,746,231

Rent service
£1,134,170

• W
 e have added over £900,000 to HRA
reserves between 2006-2010
• S
 avings are being invested into the
Decent Homes Programme
• W
 e have a programme of Value for
Money reviews in place so efficiency is
constantly being examined.
Our overall budget reduced by £1.5
million from 2009/10 to 2010/11 and
details of where the money was spent is
shown.

Despite continuous reductions in our
budgets we are committed to continuing
to provide excellent services which
meet our tenants’ needs. We need to
work more efficiently to do this and are
examining how we deliver services to
become more effective.
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Capital Programme
Team £1,297,814

Rent service
£955,949

Expenditure for
2010/11

Estate
management
£3,301,703

Management
support
services
£5,949,382
Other customer
services £3,977,855

Repairs and
maintenance
£17,011,463

Repairs call centre
£605,009
Other property
services £1,569,949
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Local Offers update
What’s this?
Local Offers are a new way of making sure that
housing services are based on what our own
tenants have told us they want.
In last year’s Annual Review, we told you about the
areas of concern that tenants have flagged up:
1. Time out during Decent Homes work
2. Increasing satisfaction of BME tenants
3. Rural consultation
4. Hotspot area – Armthorpe
5. Hotspot area – Carcroft

What have we done so far?
1. Time out during Decent Homes
work
We worked with a range of organisations and
businesses to put together a ‘Time Out’ folder
full of places to visit and things to do. Since the
introduction of this, 66 per cent of tenants thought
the booklet was useful. Some have gone on to visit
the places listed.

2. Increase BME satisfaction
In response to the results of the BME Participation
Questionnaire, we trialled Saturday morning
meetings for the BME TARA. The meetings ran
alongside the usual Monday evening meetings, from
January 2011 for three months in a row. However,
there was no big increase in the number attending,
so the group went back to only meeting on Monday
evenings.
Analysis of the Status Survey results showed an
18 percent increase in satisfaction amongst BME
tenants between 2009 and 2010; a 3 percent
increase on the 2006 survey. These results showed
BME satisfaction levels with our services and
opportunities to get involved have been improving.
We will carry out another survey later this year to
see if this trend is continuing.
We have completed a Diversity Audit of all TARA
members and the results show that 3.7 percent
of attendees are from the BME community. This
reflects the figures in the last Census in 2001, and

confirms that opportunities for involvement and
participation are available. When we receive the
outcomes of the recent 2011 Census, we will see
whether more work needs to be done.

3. Rural consultation
We have re-launched the Rural Focus Group
and invited every tenant living within a set rural
area. As a result, we now have a small group of
members. Meetings are held every two months,
and we regularly invite everyone who has attended
in the past, or expressed an interest in attending.
We will continue to invite this group of potential
attendees, and hope to build upon this new
momentum.
We have also looked at whether rural tenants would
prefer to communicate through an eForum and set
up a Rural Focus Group page on FaceBook, but we
recognise that we need to raise awareness and
promote this more.
Representatives from Rural Action Yorkshire have
delivered a presentation to the focus group, and will
be returning to feedback on community projects,
and consider possible future ways of working in
partnership.

4. Armthorpe Hotspot
The CALM estate is managed by a dedicated estates
officer who works closely with the police, council
and other agencies as needed. Weekly estate
patrols are carried out and enforcement actions
are ongoing. This estate will be prioritised for
environmental improvement work and residents will
be involved in deciding what work will be carried
out.

5. Carcroft Hotspot
A range of measures are in place. Tenants from
Trafalgar House are being re-housed so that
the building can be demolished and the area
redeveloped. We are working with South Yorkshire
Fire and Rescue to deliver the LIFE Project which
is aimed at educating youngsters on fire safety,
and we have supported the local TARA in their
community fun day. Work is ongoing with the
police and council to target crime and anti-social
behaviour and Dome Hawk cameras will be brought
in to improve security levels.

17

Our plans for 2011/2012
We asked our tenants how they felt our services should look in the future.
The responses we got will help us to develop plans for the coming year.
Some of the suggestions are below.

What services could be stopped or provided differently?
You said – improvements could be made to the way we carry out planned
maintenance and the batching of responsive repairs.
We are looking to improve the way we deliver repairs and improvements across all
areas and this will be a key consideration as we move towards restructuring this service area.
You said – We could look to share services and merge our buildings and depots in a bid to save
money.
Some progress has already been made towards the sharing of the North Bridge depot but we are
continuing to work with Doncaster Council to look at further options to allow us to move more of our
operational depots together to achieve even more savings. We are also exploring the opportunity for
shared services, both with Doncaster Council and with neighbouring ALMOs.

What services could be improved?
You said – we should stop paying for a garden service for those tenants that are capable of
doing their own.

We are developing a working group, which will include tenants, who will look at the options available for
the future of the garden service.

stlegerhomes.co.uk
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You said

– scaffolding was often erected for longer periods than necessary.

We are working with the Health and Safety Team to ensure we only buy-in scaffolding when absolutely
necessary and work with service teams to ensure that where it is required, that it is only up for the
required period. Reducing costs whilst ensuring that the safety of our customers and staff remains of
paramount importance.

You said

– that you find it frustrating when you have to speak to several people to resolve an
issue.
We are working towards introducing a ‘golden number’ so that customers will only have one number
to ring to access any of our services.
We are investing in our IT systems to enable us to resolve more issues at first contact and reduce
the problems customers face with getting the answers or advice that they need.

What additional services could St. Leger Homes offer?
You said –

we could build and manage more properties, particularly in rural areas.

In 2010 we were successful in our bids for Managing Agent and Developer Agent status from the
Homes and Communities Agency (HCA). This was a very important achievement for St. Leger
Homes as it will allow us to manage properties on behalf of other landlords but also, the latter will
allow us to develop new properties.
New Doncaster Council properties are now being built and St. Leger Homes will manage them on
behalf of the council. In addition we are acting as a managing agent for private sector landlords and
will continue to develop this role.
We also provide the “HomeChoice” service for Registered Social Landlords (housing associations)
and we are in discussions with them about whether St. Leger Homes could deliver any other
services on their behalf.

You said – we should introduce a removal service for our elderly and vulnerable

tenants.

We are exploring the possibility of extending our arrangements with a removals
company that we use on our Decent Homes Programme. It may be possible for
them to offer a competitively priced service to both new and existing tenants.
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